
 



 

 

1. Inconsistent Greeting or Lack of Eye Contact 

Guests form opinions in seconds. If staff don’t greet them promptly with confident eye 

contact, they feel ignored, and that impression sticks. 

 

Fix: Train all staff to acknowledge every guest within 30 seconds. Eye contact and a warm 

smile go further than you think. 



 

2. Poor Menu or Product Knowledge 

Nothing kills trust faster than a server saying, “I don’t know.” Guests expect answers, not 

guesswork. 

 

Fix: Make product knowledge non-negotiable. Daily briefings and weekly quizzes keep 

teams sharp and confident. 

3. Gossip or Complaining Within Earshot 
Guests hear everything. Negative talk among staff, especially in front of guests, breaks the 

illusion of professionalism. 

 

Fix: Ban gossip on the floor. Create private back-of-house spaces for decompressing 

offstage. 

4. Slow Service or Delayed Attention 
Guests shouldn't have to wave someone down or feel forgotten. Every second they wait 

chips away at their satisfaction. 

 

Fix: Implement proactive table check-ins every 10 minutes and monitor response times like 

you would ticket times in the kitchen. 

5. Dirty or Cluttered Public Areas 

If the lobby or restrooms are neglected, guests assume the same about your kitchen and 

staff standards. 

 

Fix: Use zone-based cleaning assignments and visible log sheets to ensure consistency and 

accountability. 

6. Phone Use or Disengaged Staff 
Guests can spot disengagement a mile away, and it’s a major red flag. Phones on the floor 

scream apathy. 

 

Fix: Enforce a zero-phone policy during shifts and keep idle hands busy with guest 

interaction or upkeep tasks. 

7. Managers Missing in Action 
Leadership visibility is a performance enhancer. If managers aren’t walking the floor, staff 

standards slip. 

 

Fix: Set ‘Peak Hour Presence’ rules. At least one manager should be actively engaging with 

staff and guests during busy periods. 
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